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TENNESSEE  VALLEY  AUTHORITY 
Response  to  Executive  Order  No.  12160 
agency:  Tennessee  Valley  Authority  (TV A). 
action:  Notice  of  intent  to  establish  a  Consumer 
Affairs  Office. 

summary:  The  Board  of  Directors  of  the  Tennessee 
Valley  Authority  proposes  the  adoption  of  the 
following  policies  to  comply  with  Executive  Order  No. 
12160.  The  TVA  Citizen  Action  Office  (CAO),  formed 
one  year  ago,  will  take  the  lead  in  establishing  a 
consumer  affairs  program  to  ensure  that  citizens  of  the 
Tennessee  Valley  regions  have  the  opportunity  to 
participate  in  TVA’s  decisionmaking  process.  The 
Citizen  Action  Office  has  been  assigned  the  specific 
responsibility  to  represent  consumers’  interest  and  to 
report  their  concerns  to  TVA’s  top  management.  It 
operates  on  a  separate  budget  and  reports  to  TVA’s 
General  Manager.  A  major  function  of  this  office  is  to 
coordinate  all  of  TVA’s  public  participation  programs 
and  recommend  new  processes  by  which  citizens  can 
become  involved  in  TVA’s  decisions.  The  office  will 
seek  methods  to  institutionalize  ways  within  TVA  to 
facilitate  the  gathering  of  timely  public  views  about 
proposed  and  ongoing  TVA  programs.  A  toll-free 
telephone  system  provides  one  mechanism  for  the 
public  to  voice  their  concerns.  TVA  expects  the 
program  to  be  flexible  and  dynamic,  changing  in 
response  to  public  comments  to  meet  changing  needs. 
date:  Comments  must  be  received  by  March  10, 1980. 
ADDRESS:  Comments  should  be  sent  to  Dawn  S.  Ford, 
Chief,  Citizen  Action  Office,  400  Commerce  Avenue, 
E12A2,  Knoxville,  Tennessee  37902. 

FOR  FURTHER  INFORMATION  CONTACT:  Dawn  S.  Ford, 
Chief,  Citizen  Action  Office,  400  Commerce  Avenue, 
E12A2,  Knoxville,  Tennessee  37902,  telephone  (615) 
632^402. 

SUPPLEMENTARY  INFORMATION:  Under  Executive  Order 
12160  there  are  five  general  criteria  agency  consumer 
affairs  offices  must  meet.  TVA  proposes  to  comply  as 
follows: 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

The  CAO  consists  of  a  professional  staff  of 
consumer  affairs  personnel.  This  office  shall  report  to 
TVA’s  General  Manager  and  consist  of  approximately 
15-20  people.  Staff  will  serve  a  coordinating  function, 
working  with  all  divisions  in  TVA  to  ensure  that 
opportunities  are  made  for  citizens  of  the  Tennessee 
Vally  region  to  participate  in  agency  decisionmaking. 
In  addition,  they  will  be  responsible  for  initiating  and 
conducting  agency-wide  public  participation  functions 
such  as  town  meetings  involving  the  Board  of. 
Directors  or  consumer  forums.  The  consumer  affairs 
staff  will  review  all  agency  draft  programs  and 
policies  with  an  opportunity  to  comment  on  how  a 
proposed  policy  will  be  received  by  the  public  and 
how  the  public  should  be  involved  in  the  process.  The 
staff  will  have  the  opportunity  to  make  written 
comments,  work  on  agency  task  forces,  and  attend 
staff  briefings  to  the  TVA  Board  of  Directors. 


II.  CONSUMER  PARTICIPATION 

TVA  should  seek  public  participation  in  all 
administrative  processes  to  the  extent  allowable. 
Generally,  a  proposed  action  is  significant  unless  it  is 
not  expected  to  affect  important  policy  concerns. 
Citizen  involvement  in  decisionmaking  shall  take 
place  after  TVA  staff  has  developed  preliminary 
studies  and  prior  to  a  final  decision  by  the  Board  of 
Directors.  Avenues  of  participation  will  vary  with  the 
issue  and  public  participation  processes  will  be 
implemented  by  the  CAO  or  by  the  initiating  program 
division  in  cooperation  with  the  CAO. 

Prior  to  any  policy  decision  a  reasonable  public 
comment  period  will  be  established.  Written 
comments  will  be  invited  as  well  as  comments  via  the 
toll-free  telephone  service.  These  comments  will  be 
recorded  in  the  final  record  by  the  division  responsible 
for  initiating  the  proposed  policy  for  the  Board’s 
consideration.  The  CAO  staff  will  review  the  final 
record  to  ensure  that  consumer  views  are  adequately 
expressed.  Depending  on  the  nature  of  the  proposed 
policy,  advertisements  may  be  taken  out  in  community 
newspapers  and  notice  may  be  posted  in  the  Federal 
Register.  All  proposed  actions  will  be  considered  at 
open  TVA  Board  meetings,  and  the  public  will  be 
advised  of  them  through  news  releases  and  mass 
mailings  to  a  list  of  consumers  maintained  by  the 
CAO.  Other  public  participation  processes  will  be 
employed  as  appropriate.  TVA  recognizes  that  one 
process  by  itself  is  rarely  adequate  to  achieve  public 
participation  objectives. 

In  its  effort  to  consult  with  the  public  and  respond 
effectively,  TVA  will: 

(A)  Conduct  consumer  forums  throughout  the  7-state 
Tennessee  Valley  region.  Issues  will  vary  with  the 
meeting  and  recognized  experts  on  TVA-related  issues 
who  are  not  associated  with  the  agency  will  be  invited 
to  speak.  Responsible  staff-CAO. 

(B)  Conduct  Board  meetings  open  to  the  public.  At 
these  meetings  special  time  is  made  available  for  any 
member  of  the  public  to  comment  on  and  question 
Board  members  and  responsible  TVA  officials  about 
pending  business  or  just  express  a  view  about  TVA  in 
general.  Periodically  the  TVA  Board  of  Directors  will 
take  Board  meetings  or  town  meetings  “on  the  road"  to 
various  locations  in  the  Tennessee  Valley  region,  thus 
ensuring  participation  by  a  wide  range  of  citizens. 
Responsible  staff-CAO  and  the  TVA  Information 
Office. 

(C)  Utilize  TVA  regional  offices  as  a  gross  roots  link 
between  local  communities  and  the  senior  level 
management  of  the  agency.  The  special  knowledge 
and  experience  of  field  office  personnel  will  help 
identify  key  publics,  explain  local  impacts  of  major 
decisions,  identify  parties  of  interest  on  those  impacts, 
provide  logistical  support  at  public  sessions  and 
implement  publicity  techniques.  The  CAO  staff  will 
work  closely  with  all  field  office  personnel. 

(D)  Conduct  public  meetings  and  hearings  on  major 
policy  issues.  In  fiscal  year  1979,  TVA  conducted  over 
100  public  meetings  on  issues  such  as  transmission 
line  construction,  land  use,  utility  power  rate 
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structures,  and  electric  service  practice  standards. 
TVA  will  continue  to  employ  this  process  when 
appropriate.  All  public  meetings  will  be  coordinated 
with  the  CAO.  Responsible  staff-CAO  and  program 
divisions. 

(E)  Expand  funding  programs  as  necessary.  TVA 
conducted  a  public  participation  funding  program  in 
connection  with  its  consideration  of  electric  power 
service  and  rate  standards  under  the  Public  Utility 
Regulatory  Policies  Act  of  1978,  making  substantial 
contributions  to  the  cost  of  representing  consumers’ 
interests  in  hearings  held  by  TVA.  The  agency  is  now 
developing  another  program  which  will  make 
contributions  to  the  cost  of  assisting  consumers  in 
representing  their  interests  in  upcoming  hearings  to  be 
held  by  TVA  on  rate  reform  pursuant  to  PURPA. 
Funding  programs  will  be  monitored  and  reassessed  as 
the  agency  gains  more  experience  in  this  facet  of 
public  participation.  Responsible  staff-CAO  and 
program  divisions. 

(F)  Sponsor  similar  workshops  on  subjects  of  mutual 
interest  to  the  citizens  of  the  region.  On  3  occasions 
the  agency  funded  the  use  of  outside  experts  in 
conducting  electric  rate  workshops  in  different 
locations  in  the  region.  Although  results  varied  in 
these  original  attempts  at  public  participation  funding, 
overall  impressions  have  been  favorable,  particularly 
with  the  workshop-type  format.  Responsible  staff- 
CAO  and  program  divisions. 

(G)  Consideration  will  be  given  to  ad  hoc  citizen 
task  forces  as  needed. 

(H)  Schedule  numerous  informal  meetings  between 
the  CAO  staff  and  outside  groups.  It  is  TVA’s  belief 
that  outreach  work  is  the  essence  of  good  public 
participation.  These  meetings  will  be  kept  informal  in 
order  to  encourage  open  expression  of  views. 

III.  INFORMATIONAL  MATERIALS 

In  order  to  participate  effectively  in  TVA’s 
decisionmaking  process,  the  public  must  have 
accurate,  understandable,  and  pertinent  information 
about  TVA-related  issues.  TVA  currently  publishes 
general  brochures  about  agency  programs 
supplemented  by  marketplace  publications  directly 
related  to  energy  conservation,  as  well  as  technical 
papers.  The  Director  of  Information  is  responsible  for 
production  and  distribution  of  general  TVA  brochures. 
Program  divisions,  in  cooperation  with  the  Information 
Office,  are  responsible  for  publishing  other  materials. 
Publications  are  continually  updated  and  revised  to 
reflect  current  programs.  Distribution  is  through 
mailings  in  response  to  questions  and  via  racks  at 
public  buidlings.  TVA  will  continue  on  elaborate 
consumer  education  consisting  of  the  following 
eleme.nts: 

1.  Television  and  radio  public  service 
announcements, 

2.  Publications  such  as  the  TVA  Annual  Report,  the 
TVA  Handbook,  A  Short  History  of  TVA,  energy  and 
conservation  booklets,  a  TVA  electric  rate  brochure 
and  brochures  on  each  TVA  facility, 


3.  A  new  film  about  the  agency  to  distribute  to 
schools  and  civic  organizations,  and 

4.  An  advertising  program  on  energy  conservation. 

The  CAO  staff  is  responsible  for  the  distribution  of 

summary,  issue,  and  background  papers  in  connection 
with  public  participation  processes,  as  well  as  draft 
and  final  environmental  impact  statements.  To  fulfill 
TVA’s  desire  to  inform  the  public,  the  CAO  will: 

(A)  Identify  groups  and  individuals  both  inside  and 
outside  the  region  with  an  interest  in  TVA-related 
issues.  An  initial  mailing  list  has  been  compiled. 
Categories  include  regional  consumer  groups, 
Tennessee  Valley  state  and  Federal  legislative 
delegations,  national  and  state  organizations,  private 
citizens  who  have  participated  in  past  public  sessions, 
TVA  power  distributors,  local  government  officials 
and  industrial  representatives. 

(B)  Distribute  to  persons  on  this  list  an  educational 
packet  consisting  of  a  guide  to  TVA  publications,  a 
general  brochure  about  the  history  of  the  agency,  and 
material  on  the  CAO. 

(C)  Establish  and  maintain  information  depositories 
in  public  libraries  or  universities.  These  depositories 
will  contain  copies  of  environmental  impact 
statements,  policy  papers,  and  staff  studies. 

(D)  Distribute  timely  information  on  a  regular  basis. 
The  CAO  will  prepare  information  for  wide 
distribution  to  keep  interested  parties  advised  of 
TVA’s  progress  on  any  given  issue.  A  consumer 
newsletter  will  be  developed  outlining  public 
participation  programs  currently  being  conducted  and 
issues  before  the  public  for  discussion. 

(E)  Distribute  information  which  facilitates  the 
formal  public  comment  process.  The  CAO  will  be 
responsible  for  distributing  materials  prior  to  public 
sessions  and  for  gathering  feedback  on  the  results  of  a 
public  session  or  decision  by  the  TVA  Board.  As 
appropriate  such  material  will  be  distributed  prior  to 
the  decision  so  that  the  public  can  develop  informed 
comments  and  TVA  can  carefully  consider  public 
views  before  taking  final  action. 

(F)  The  Environmental  Quality  Staff  has  the  final 
responsibility  for  the  proper  distribution  of  an 
environmental  impact  statement  (EIS)  and  will  work  in 
cooperation  with  the  CAO  to  ensure  that  distribution 
is  made  promptly  to  all  interested  groups  and 
individuals.  When  a  notice  of  intent  to  publish  a  draft 
EIS  is  placed  in  the  Federal  Register,  the  EQS  and  the 
CAO  will  begin  developing  a  distribution  list.  When 
the  draft  EIS,  including  the  distribution  list,  is 
approved,  the  CAO  will  ensure  that  copies  are  mailed 
promptly.  All  distribution  of  draft  and  final  EIS  will  be 
the  sole  responsibility  of  the  CAO. 

IV.  EDUCATION  AND  TRAINING 

The  CAO  with  TVA’s  Office  of  the  General  Counsel 
will  be  responsible  for  educating  senior  staff  members 
and  information  personnel  about  Executive  Order 
12160  and  any  changes  which  will  incur  in  the 
structure  of  the  consumer  affairs  program  as  a  result  of 
the  Order  through  briefings,  employee  publications, 
and  circulation  of  material. 
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The  staff  of  the  CAO  has  received' extensive 
specialized  training  in  public  participation.  This 
training  is  a  continuing  process.  It  is  now  being 
conducted  for  managers  in  program  divisions  who 
normally  have  contact  with  the  public. 

TVA  remains  the  only  Federal  agency  equipped  by 
statute  and  administrative  structure  to  reflect  the  total 
economic  and  environmental  concerns  of  the  people  of 
an  entire  major  river  basin.  TVA  provides  the 
facilities,  technical  assistance,  and  opportunities  for 
learning.  A  continuing  economic  and  community 
development  program  offers  technical  assistance  in 
such  areas  as  agricultural  development,  flood  control, 
solid  waste  management,  rural  health  care,  energy 
conservation,  river  cleanup,  reclamation,  industrial 
development  and  townlift  programs.  This  assistance 
will  continue  to  be  provided  by  program  divisions. 

V.  COMPLAINT  HANDLING 

TVA  has  established  a  region-wide  toll-free 
telephone  service — a  "hotline”  that  puts  the  public  in 
direct  personal  touch  with  TVA  at  no  personal  cost  to 
themselves.  The  lines  are  a  part  of  the  CAO.  Although 
usually  answered  by  full-time,  specially-trained 
personnel,  they  are  also  occasionally  staffed  by  the 
agency’s  Board  of  Directors  and  other  senior  TVA 
officials.  Emphasis  is  on  providing  quick,  reliable,  and 
understandable  answers,  cutting  red  tape,  and 
investigating  complaints.  Responses  are  monitored  by 
a  computer  system  and  public  opinion  trend  analyses 
are  provided  to  TVA  management. 

Complaints  received  over  the  Citizen  Action  Lines 
are  entered  into  the  computer  and  the  complaint  form 
is  routed  to  the  program  division  involved.  An  answer 
is  expected  back  in  the  CAO  in  two  weeks.  The  Chief 
of  the  CAO  is  responsible  for  determining  if,  in  fact, 
TVA  staff  has  done  all  it  can  for  a  consumer  or  if  other 
steps  can  be  taken  to  correct  the  situation.  A  tickler 
system  ensures  that  divisions  are  responsive  within 
two  weeks. 

In  an  effort  to  be  more  responsive  to  public  needs, 
staffs  in  the  General  Manager’s  office  and  district  field 
offices,  who  regularly  handle  complaints,  will  provide 
a  monthly  statistical  report  of  complaints  handled, 
resolved,  and  unresolved  to  the  CAO. 

This  staff  will  then  prepare  a  imiform  monthly  report 
to  the  'TVA  Board  and  General  Manager  of  all  agency 
complaints.  'This  report  will  contain  an  evaluation  of 
the  way  in  which  complaints  are  being  handled  with 
suggestions  for  improving  the  system  and  a  narrative 
on  significant  complaints  received  in  any  1  program 
area.  The  General  Manager’s  staff  will  ensure  that 
program  divisions  provide  a  draft  response  to  written 
complaints  to  the  General  Manager  for  review  within  7 
days. 

The  CAO  will  develop  a  "How  to  Complain  Guide” 
outlining  how  and  where  to  send  complaints  relating 
to  a  wide  variety  of  TVA  programs  for  public 
distribution.  On  a  regular  basis  the  CAO  will  survey 
consumers  who  have  complained  by  mail  or  via  the 
toll-free  hotlines.  The  survey  responses  will  be 
analyzed  from  the  consumer  viewpoint  as  to  what 


TVA  can  do  to  be  more  effective.  The  analyses  will  be 
sent  to  the  program  offices  along  with 
recommendations. 


The  TVA  Board  of  Directors  has  already  designated 
the  Chief  of  the  CAO  M-7,  a  senior-level  official, 
within  TVA  who  exercises,  as  the  official’s  sole 
responsibility,  policy  direction  for,  and  coordination 
and  oversight  of,  the  agency’s  consumer  activities. 
Based  on  TVA’s  corporate  structure,  in  which  TVA’s 
General  Manager  is  the  agency’s  principal 
administrative  officer,  the  General  Manager  is  the 
appropriate  person  in  TVA  to  whom  the  CAO  should 
report. 

Dated:  November  21, 1979, 

W.  F.  Willis. 

General  Manager. 

[FR  Doc.  79-36587  Filed  12-7-79;  8:45  am] 
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